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abstract: This study aims to examine the effect of total quality management, 
knowledge management on the performance of study programs in universities. The 
sampling method in this study used the census method. Data were analyzed by 
GESCA. The results show that TQM affects the performance of study programs in 
universities through knowledge management. Recommendations for further research 
is to examine the influence of TQM on student satisfaction of service users of higher 
education. 
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INTRODUCTION 
The issue of poor service quality and unsatisfactory has prompted the public sector 
to undertake reforms in all fields. Various concepts of "new public management" that 
proved successful in the private sector / business tried to be adopted and applied. 
Total Quality Management (TQM) Education as one of these concepts seems to 
have become a fairly popular reform strategy for developing organizations in order to 
improve the quality of service. Although TQM emerged and grew in the business 
sector, since the 1990s, some countries such as the United States, Britain, Canada 
and France have been practicing it in public sector organizations. 
According to Switzerland (1992), Morgan and Murgatroyd (1994), there are some 
problematic conditions that must be taken seriously before adopting TQM in the 
public sector. First, the idea developed by Deming is rooted in statistical techniques, 
making it very difficult to apply the idea orthodoxly. Second, how to satisfy 
consumers, because in the context of public sector organizations the determination 
of consumers is very difficult to identify. Third, public sector organizations that 
embrace the flow of wisdom are not suited to the management model. Fourth, the 
characteristics of public organizations that are difficult to adapt to changes in change 
itself. Is it so unlikely to adopt TQM in order to improve the quality of the public 
sector? Looking at the history of TQM's success in Japan, America and Europe, 
which transcends the country's different cultural boundaries, where TQM originating 
from a particular culture can survive and thrive in other cultures. The collectivism 
idiology of TQM turns out to grow in the culture of individualism, therefore it is not 
impossible that TQM is transferred from the culture of the private / business 
organization into the culture of the public sector organization 
The reason why Total Quality Management (TQM) needs to be applied to universities 
is that in educational systems people work collectively, not individually. With TQM it 
will force good people better, and less well to be good. In addition, with TQM will 
obtain the quality of education in accordance target or target set with consistent 
graduate quality (istiqomah). One methodology for obtaining qualified graduates is to 
Manuscript (without authors
apply TQM.Sejalan dengan arus globalisasi, istilah TQM atau Manajemen Mutu 
semakin sering digunakan sebagai salah satu pendekatan dalam upaya menuju 
Quality Management atau manajemen kualitas. Sistem manajemen kualitas 
merupakan sekumpulan prosedur yang terdokumentasi dan praktek-praktek standar 
untuk manajemen sistem yang bertujuan menjamin kesesuaian dari suatu proses 
dan produk terhadap kebutuhan atau persyaratan tertentu. Hal itu sesuai dengan 
konsep yang dikemukakan oleh beberapa pakar TQM (Dean dan Bowen, 1994; 
Hackman dan Wageman, 1995), selanjutnya Tornow dan Wiley, 1991;  Waldman, 
1994; Madu et al., 1995 menjelaskan konsep TQM sebagai berikut: ”TQM is 
generally described as a collective, interlinked sistem of quality management 
practices that is associated with organizational performance”.   
Competition is described as a corporate cycle determined by the four components of 
competition (4C) ie company, ustomers, competitors, and change (Kotler, 2003). For 
private higher education providers, customers who directly enjoy the services they 
offer are students, competitors are providers of similar education services at the 
same level, and changes include all forms of change as an internal initiative as well 
as external pressure, both academic and non-academic. 
Conceptual Framework 
Framework for Thinking in this study is the study of Total Quality Management 
(TQM) education and its impact on the performance of the country's Higher Prodi 
through intervening Knowledge Management. Knowlege Management variables use 
measurement model Choi et.al (2008) which indicator as follows: Knowledge 
acquisition, Knowledge Documentation, Knowledge Sharing, Knowledge Utilization 
and Development. 
TQM model in this research adopt instrument which used by deming (1993) known 
as deming wheel include: plan, do, chek and act. Performance variables use a 
company's internal performance approach that generally includes: financial 
perspective, customer perspective, internal business perceptions, learning and 
growth perspective. 
Hypotesis 
 
1. Variable Total Quality Management (TQM) has a positive effect on 
Knowledge Management (KM) variable; 
2. Variable Total Quality Management (TQM) has a positive effect on the 
Performance of Prodi (KP); 
3. Knowledge management variable (KM) has an effect on the performance of 
Prodi (KP); 
4. Variable Total Quality Management (TQM) has a positive effect on the 
Performance of Prodi (KP) through Knowledge Management (KM) variable. 
 
METHOD 
Research Design And Location 
This research is a descriptive qualitative research - verification. The location of this 
research is universities in Makassar, Indonesia. 
Populatioon And Sample 
The method used in this study is the census in which the whole unit of analysis is 
used as data. The Census method is selected so that accurate and comprehensive 
features and characteristics of the population can be obtained research on three 
state universities in Makassar City, questionnaires distribution for Hasanuddin 
University as many as 110 questionnaires with details of 68 for exact sciences, 42 for 
lecturer prodi non eksakta.pada. Makassar State University was distributed as many 
as 69 questionnaires with details 27 for exact sciences and 42 for non-exact studies. 
while the State Islamic University distributed as many as 62 questionnaires with 
details of 15 for exact sciences, 47 for non-exact studies. 
RESULT 
Characteristic of sample by department 
espondents from Non-Eksakta study program dominate as much as 125 respondents 
or 61% compared to the exact number of exact sciences 80 respondents or 39%. 
While the number of respondents who filled questionnaires mostly from Hasanuddin 
university as much as 126 respondents or 61.5%, then from Islamic University 
Alauddin as many as 44 respondents or 21.5% and The least fill respondents are the 
University of Makassar as much as 36 respondents or 17.0% . 
Table 1 Hypotesis Testing Result 
DIRECT EFFECT 
Independent 
Variable 
Dependent 
Variable 
Path 
coeficient 
CR        ( T-
test) information 
TQME (X1)    KM (Y1) 0.748 25.28* Signifikan 
TQME (X1) 
  
performance 
(Y2) 0.164 1.51 
tidak 
signifikan 
KM (Y1) 
    
performance 
(Y2) 0.594 6.3* Signifikan 
INDIRECT EFFECT 
Independent 
Variable 
Dependent 
Variable 
Intervening 
variable Total  information 
TQME Performance KM 0,445 Sigifikan 
 
 
The test results show that Total Quality Management education has significant effect 
on Knowledge Management at existing state university in Makassar with estimated 
value of 0.748. Hypothesis test results prove that of all relationships Total Quality 
Management education path to Knowledge Management that has a relationship / 
influence very strong. 
The test results show that TQM Education has an insignificant effect on the Study 
Study Performance at existing state universities in Makassar with an estimated value 
of 0.164. This finding is not in line with Joner's (2007) study which shows that there is 
a significant positive relationship between Study Program Performance and four 
other independent variables in TQM. The success of TQM Education is determined 
by the support of the organization and the relationships between employees that are 
well established. 
The test results show that Knowledge Management significantly influence the 
Performance Study Program at existing state universities in Makassar with an 
estimated value of 0.594. The test results show that knowledge management has a 
significant effect on the performance of study program. 
The result of the analysis of the path of influence of Total Quality Management 
education on the performance of the study program mediated by Knowledge 
Management obtained the value of positive and significant path coefficient, while the 
direct influence of Total Quality Management education on the performance of the 
study program without involving the Knowledge Management variable is not 
significant and the influence of Knowledge Management on performance of prodi 
significant. 
DISCUSSION 
Hypothesis test results prove that of all relationships Total Quality Management 
education path to Knowledge Management that has a relationship / influence very 
strong. These results indicate that the implementation of a good Total Quality 
Management education through Planning, Implementation, Examination and Follow-
up in the study program, makes the study program a good Knowledge Management, 
characterized by the Acquisition of Knowledge, Documenting or storing knowledge, 
sharing or disseminating knowledge, or use knowledge that is synergistic in solving 
problems of the study program. 
Test results show that Total Quality Management (TQM) Education has no significant 
effect on organizational performance. These results indicate that the organization's 
good or bad in planning, implementation, examination and follow-up, has no direct 
effect on the improvement or decrease of the study program's performance from the 
financial, customer, prose's internal aspects, development and growth and 
accreditation results obtained by the study program. 
The test results show that knowledge management has a significant effect on 
organizational performance. These results indicate that the good or bad of the 
organization in obtaining, documenting, sharing and utilizing the knowledge directly 
affect the improvement or decrease of study program performance from the financial, 
customer, prose's internal aspects, development and growth and accreditation 
results obtained by the study program. 
he result of the analysis of the path of influence of Total Quality Management 
education on the performance of the study program mediated by Knowledge 
Management obtained the value of positive and significant path coefficient, while the 
direct influence of Total Quality Management education on the performance of the 
study program without involving the Knowledge Management variable is not 
significant and the influence of Knowledge Management on performance of prodi 
significant. The results of this test proves that Knowledge Management mediates 
perfectly (complete mediation) the influence of Total Quality Management education 
on the Performance Studies Program. So the role of Knowledge Management is very 
important to improve the performance of the study program. 
These findings provide evidence that Knowledge Management is not a direct 
determinant of Study Program Performance, but its existence is an important deter- 
mination for Knowledge Management towards improving or improving the 
Performance of Study Program. These results indicate that organizational knowledge 
about external and internal conditions created through the Total Quality Management 
education process can improve the Performance of Study Programs through 
Knowledge Management, as measured by Knowledge Acquisition, Knowledge / 
Knowledge Sharing / Knowledge Sharing / Knowledge Sharing and Using / Utilizing 
Knowledge . The better the application of Total Quality Management education, the 
better or improved Performance Study Program through Knowledge Management. 
 
CONCLUSION, CONTRIBUTION SUGESSTION AND LIMITATION 
Based on the results of the discussion in this study, it can be concluded that existing 
TQM variables such as plan, do, check, act (PDCA) affect kneowledge management 
and program performance. However TQM has no direct effect on the performance of 
the study program. 
This research can provide theoretical or practical contribution, however, these 
results still have limitations. The main limitation is related to the unit of analysis which 
limits only to the State University. If the analysis is distinguished between public and 
private universities, it will certainly be able to provide more meaningful information. 
The limitations of this unit of analysis certainly have an impact on less representative 
results to generalize the results of the research 
Based on the results of the research, the following can be put forward some 
important things to the attention of both the practitioners and the researchers next 
especially the head of department to pay attention to Knowledge management to 
improve the performance of the study program, and can make the study program 
lead as a knowledge based organization, where the vision, mission of policy and 
program of study program is based on valid data, information and knowledge. 
The limitations of this study are also related to the number of samples for each study 
program is very minimal that is only represented by one ka prodi or sekertaris or 
person appointed to provide information that has knowledge about the study 
program. It is better to assess the performance of the study program taken by all 
stakeholders representing the study program from the elements of leadership, 
lecturers, staff and students. 
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Appendix 
GESCA Output Analysis 
 
 
 
 
Measurement Model 
---------------------------------------------------------------------------------------------- 
Variable  Loading  Weight  SMC  
   Estimate  SE  CR  Estimate  SE  CR  Estimate  SE  CR  
   
TQM  AVE = 0.704, Alpha =0.846  
X1.1  0.860  0.026  32.5*  0.227  1.596  0.14  0.739  0.045  16.47*  
X1.2  0.905  0.016  55.74*  0.319  1.399  0.23  0.818  0.029  27.96*  
X1.3  0.978  0.004  259.82*  0.421  2.679  0.16  0.957  0.007  129.89*  
X1.4  0.549  0.078  7.04*  0.190  0.024  7.85*  0.301  0.083  3.64*  
   
KM  AVE = 0.636, Alpha =0.809  
Y1.1  0.655  0.051  12.75*  0.277  0.021  13.44*  0.429  0.066  6.49*  
Y1.2  0.859  0.021  40.44*  0.322  0.044  7.27*  0.738  0.036  20.33*  
Y1.3  0.829  0.044  18.85*  0.349  0.039  9.03*  0.688  0.072  9.61*  
Y1.4  0.830  0.031  27.02*  0.304  0.028  10.81*  0.690  0.051  13.6*  
   
KP  AVE = 0.592, Alpha =0.822  
Y2.1  0.693  0.038  18.12*  0.209  0.016  13.12*  0.480  0.053  9.12*  
Y2.2  0.574  0.058  9.92*  0.181  0.018  10.2*  0.330  0.064  5.16*  
Y2.3  0.860  0.018  46.49*  0.300  0.022  13.94*  0.739  0.032  23.28*  
Y2.4  0.782  0.032  24.5*  0.247  0.021  11.54*  0.612  0.050  12.29*  
Y2.5  0.893  0.014  61.57*  0.336  0.018  18.78*  0.797  0.026  30.8*  
CR* = significant at .05 level 
---------------------------------------------------------------------------------------------- 
Structural Model 
Path Coefficients  
   Estimate  SE  CR  
TQM->KM  0.748  0.030  25.28*  
TQM->KP  0.164  0.109  1.51  
Model Fit  
FIT  0.588  
AFIT  0.583  
GFI  0.993  
SRMR  0.080  
NPAR  29  
KM->KP  0.594  0.094  6.3*  
CR* = significant at .05 level 
---------------------------------------------------------------------------------------------- 
R square of Latent Variable  
TQM  0  
KM  0.560  
KP  0.527  
---------------------------------------------------------------------------------------------- 
Means Scores of Latent Variables  
TQM  3.903  
KM  3.771  
KP  3.844  
---------------------------------------------------------------------------------------------- 
Correlations of Latent Variables (SE)  
   TQM  KM  KP  
TQM  1  0.748 (0.030)*  0.609 (0.056)*  
KM  0.748 (0.030)*  1  0.718 (0.038)*  
KP  0.609 (0.056)*  0.718 (0.038)*  1  
* significant at .05 level  
 
 
 
 
 
 
 
